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Background 

In December 2013, the South Carolina Department of Revenue merged two of its 

sections, the Contact Center and Office Operations Support, to form what is currently known as 

the Call Center. The initial objective of the Call Center was to assist and educate taxpayers with 

basic tax questions regarding the big four tax types, Individual Income, Sales and Use, Employer 

Withholding, and Corporate. Additionally, the representatives of the Call Center were tasked 

with working failure-to-file correspondence for Sales and Use, Employer Withholding, and 

Corporate taxes. In September 2015, the Agency implemented a new integrated tax system 

(DORWAY) and an online taxpayer portal (MyDORWAY). The new tax system and online 

taxpayer portal was fully implemented over the course of a four-year period, starting with the tax 

types Sales and Use, and Employer Withholding. All of the taxes administered by the South 

Carolina Department of Revenue were integrated into DORWAY and MyDORWAY by the end 

of 2018. With the implementation of MyDORWAY, the Call Center took on the new 

responsibility of assisting taxpayers with account sign-up, registration, and return filing and 

payments. Between 2013 and 2018, the job functions of the Call Center expanded to include 

answering basic tax questions for most of the taxes administered by the Agency that are filed 

and/or paid online using MyDORWAY. 

Because of a process improvement team that was tasked to review and improve 

taxpayers’ wait time and promote “one call resolution”, the newly formed Call Center consisted 

of 17 representatives. The process improvement team, however, determined that the Call Center 

would need to be staffed with 30 representatives to provide acceptable customer service to the 

taxpayers. The additional representatives were hired over a period of time beginning in 2014. 

After the implementation of DORWAY and MyDORWAY, Call Center Leadership noticed a 
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significant increase in call volumes, which led to an increase in hold times and abandoned calls. 

Call Center Leadership then determined that in order to maintain adequate customer service and 

an acceptable wait times over the course of the next three DORWAY/MyDORWAY rollouts, the 

number of representatives would need to be increased to 60. The 60 representatives would 

include three lead coordinators and a combination of full-time and temporary employees. 

The seven representatives that were originally part of the Office Operations Support 

section were a combination of Tax Examiners from the Sales, Employer Withholding, Corporate, 

and Individual Income Tax sections. These representatives were initially trained and specialized 

in the big four tax types based on the section from which they came. Whereas, the 10 

representatives that were originally part of the Contact Center were trained and specialized in 

answering basic Individual Income tax questions.  Call Center Leadership conducted training 

with all representatives (current and new hires) to ensure everyone had the same knowledge and 

would be able to answer taxpayers’ questions regarding any of the big four tax types adequately 

and efficiently. The Call Center then implemented a number of performance metrics to ensure 

each representative met the expectations set forth and that taxpayers received the same 

information regardless of the representative with whom they speak. 

One of the metrics used to evaluate the representatives’ performance is the administration 

of the Supervisor Phone Observation Sheet (see Appendix I). During random times throughout 

the month, Call Center Leadership would observe up to five of the representatives’ calls and 

score their performance using the Supervisor Phone Observation Sheet. The use of the 

Supervisor Phone Observation Sheet directly supported two of the Agency’s FY2016 Strategic 

Goals (see Appendix II) to “ensure functional security” and to “improve the customer service 

experience and expand outreach to taxpayers and external stakeholders”. The initial Supervisor 



3 

 

Phone Observation Sheet evaluated the representative on a broad level only scoring them on the 

level of customer service provided, professionalism, and whether or not correct information was 

given to the taxpayer. In September 2016, additional measurements were added and the 

Supervisor Phone Observation Sheet was updated and became the Call Center Observation Sheet 

(see Appendix III). This new Call Center Observation Sheet, which was also used to observe 

emails and web messages, evaluated the representative while ensuring they properly greeted and 

verified the taxpayer, understood and assisted with the question asked, and provided adequate 

communication skills and closing. The representative would lose points in the respective 

category based on the discretion of the Leadership member who was performing the observation. 

The Call Observation Sheet would then be presented to the representative at the end of the 

month, or within the quarter during a coaching session. Even though notes regarding the call 

were provided on the Call Observation Sheet, because of the time that had passed between when 

the call took place and when the scoring was provided to the representative, it was extremely 

difficult for the representative to dispute the score if they felt it was not valid. Since its 

implementation, the Call Observation Sheet has under-gone several changes to better streamline 

the categories and the point evaluation system. The most recent changes are a direct result of the 

Quality Assurance Team created in 2017. The primary goal of the Quality Assurance team is to 

“ensure high quality customer service while safeguarding taxpayer information” (SCDOR, 

2020)1. In an effort to meet this goal, the Quality Assurance Team made changes to the Call 

Observation Sheet to include specific categories, a point evaluation system based on whether or 

not the action was performed, the change of the name to the QA Scorecard (see Appendix IV), 

and the creation of the Customer Service Checklist (see Appendix V). Today the representatives 

                                                      
1 Source derived from the intranet (not publicly available) of South Carolina Department of Revenue. 
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will have three calls randomly monitored throughout the month. The Quality Assurance Team 

does two of the monitored calls and a member of the Call Center Leadership does the third. The 

representative receives the QA Scorecard via email shortly after completion of the call. 

 

Problem Statement 

 The primary job function of the Call Center is to educate and provide accurate 

information to customers for Business Registration, Individual Income, Sales and Use, Employer 

Withholding, Corporate, Partnership, Fiduciary and MyDORWAY taxes in a professional 

manner. This job function is imperative as it aligns with three out of four of the Agency’s 

FY2019 Goals (see Appendix VI) to “increase tax and regulatory compliance”, “ensure a secure 

environment”, and “provide a customer-centric experience”. With an average of 45 

representatives, the Call Center took an average of 24,311 calls per month (540 calls per 

representative) during calendar year 2019 (see Appendix VII). There are six individuals who 

make up the Call Center Leadership and two individuals who make up the Quality Assurance 

Team. With the ever-changing workload of the representatives and individual schedules of the 

representatives, Call Center Leadership, and Quality Assurance Team, it is becoming difficult for 

Call Center Leadership and the Quality Assurance Team to monitor a “live” call. This makes it 

that much more difficult to evaluate the representatives’ customer service while ensuring they 

are meeting the expectations set forth and that taxpayers are receiving the same information 

regardless of the representative answering the call. The question now asked is if in an effort to 

provide adequate and accurate information amongst all levels within the Call Center, could call 

recording be a viable solution to assist in improving customer service by increasing the number 

of available calls to be monitored. 
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Data Collection 

I began my research to determine if call recording would be a viable solution for the 

South Carolina Department of Revenue by creating and submitting a questionnaire (see 

Appendix VIII) to the Federation of Tax Administrators website to gauge other State Taxation 

Agencies. The questionnaire consisted of 10 questions that provided data as to which states 

currently use call recording, the type of call recording tool implemented, how the decision was 

made to implement call recording, and how call recording is benefiting the agency. I received 

responses back from eight State Agencies, five of which currently use call recording. I also 

conducted personal interviews with Shevon Lee-Cade, a Quality Assurance Coordinator and 

Devin Martin, a Risk Management & Compliance Analyst at the South Carolina Department of 

Revenue. Lastly, I reviewed a call recording ebook from OrecX, a company that specializes in 

call recording software, titled “Why do Companies Record Customers Calls?”  The ebook 

provided feedback received from a survey conducted of over 80 industry professionals to include 

but not limited to Call Center Managers/Directors, Contact Center Consultants, Customer 

Service Directors/Managers, and Quality Assurance Coordinators.  

 

Data Analysis 

An interview with the South Carolina Department of Revenue’s Quality Assurance 

Coordinator revealed that two of the most important benefits of call recording from a Quality 

Assurance point of view is that they will reduce the number of disputes while improving training 

of the representatives (S. Lee-Cade, personal interview, January 27, 2020). In today’s world 

when a call observation is completed it may be disputed by the representative stating they did or 

did not say and/or do something the Quality Assurance Coordinator has deducted points for them 
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saying/doing or not saying/doing. By having call recordings, the Quality Assurance Coordinator 

has something to refer to instead of saying “this is what I heard”. Call recording will make 

resolution of disputes more efficient because it will eliminate the he said/she said. According to 

S. Lee-Cade (personal interview, January 27, 2020), call recording will improve training of 

representatives by allowing them to hear what they said and how they sound. This will provide a 

better understanding of what improvements are needed, therefore improving customer service. 

The two benefits provided by the South Carolina Department of Revenue’s Quality 

Assurance Coordinator directly align with some of the quotes provided in response to OrecX’s 

survey question “Why do you Record Customer Calls”. OrecX conducted a survey of over 80 

business professionals across a dozen industries and multiple countries. Respondents could select 

multiple answers. Four of the top seven responses that OrecX received are: 

1. 69% - Ensure quality service, assess agents 

2. 56% - Dispute resolution/risk management, protection 

3. 43% - Training/coaching/development 

4. 10% - Staff motivation, incentivizing 

One respondent said, “By recording and playing back conversations, employees can hear 

themselves and make adjustments. Management can hear these conversations and determine the 

strengths and weaknesses of individuals, allotting training time to improve performance” 

(OrecX). This is a prime example of the quality assurance and staff assessment benefit. When 

discussing call recording as it relates to dispute resolution, risk management, and protection, one 

respondent states “Recordings protect you and your customer service reps from the he said/she 

said issues” (OrecX). Another respondent replied to the question highlighting staff training, 

coaching and development by saying “It is one of the best training tools you can have to make 
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improvements. You could sit with a customer service rep and provide them with live feedback, 

but it will not provide the same impact of replaying the call for them” (OrecX). Call recording 

can also be used as a staff motivation and incentivizing tool. According to a respondent “When 

an agent receives an assessment that meets or exceeds standards, it is an instant positive reaction. 

The gratification is instantaneous and will show on the agent’s next three calls” (OrecX). 

 With the assistance of my Manager, I submitted a questionnaire (Appendix VIII) to other 

State Taxation Agencies via the Federation Taxation Administrators website on November 20, 

2019. I had requested the Agencies to respond to the questions by January 15, 2020. The 

following five States responded and provided beneficial information: Florida, Maine, California, 

New Hampshire, and Wisconsin. Maryland, Idaho, and Oregon also responded but are currently 

not using a call recording feature. 

 Florida, California, and Wisconsin all use call recording as a tool when completing call 

reviews and employee performance evaluations. Supervisors and/or Managers are able to provide 

immediate feedback when necessary or they can discuss results in the monthly one-on-one 

coaching sessions. All of the respondents stated that their call recording program has improved 

agent training programs, agent skills, services to their taxpayers, and accuracy of the information 

provided to the taxpayers. One state responded that the call recording feature has dramatically 

improved several aspects of their operation including but not limited to enhanced monitoring of 

contacts with taxpayers and providing a source of critical information for personnel issues. 

Call recording has also provided several process improvements. The Agencies were able 

to create new procedures for consistent contact handling as well as leverage the recording 

technology to comply with Payment Card Industry (PCI) Compliance for taking credit card 

payments via the telephone. Wisconsin, who has been using call recording for over seven years, 
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advised that they have incorporated the use of call recording into their new agent training. This 

allows the new agents to hear different call types with a wide variety of subject matter. Call 

recordings also allow the agents to hear how things could have been done better. 

After gathering data from other State Taxation Agencies and the Quality Assurance 

Coordinator, I began expanding my research from just determining how call recording could 

improve customer service in the Call Center to determining what other Divisions/Sections would 

be affected with the implementation of call recording. There are four main sections that would 

also need to be consulted before implementing such a huge project as call recording: The Office 

of General Counsel, Information Security, Privacy, and Governance, Risk & Compliance. The 

Office of General Counsel would have to research and ensure the call recording project complies 

with all federal and state laws and regulations. Specifically, how would the South Carolina 

Department of Revenue protect the security and retention of the data collected? D. Martin, Risk 

Management and Compliance Analyst for the South Carolina Department of Revenue (personal 

interview, January 21, 2020), advised that the South Carolina Department of Revenue would 

have to remain in compliance with the IRS and continue to protect State Tax Information (STI) 

in the same manner as we do Federal Tax Information (FTI) while keeping the STI and FTI 

servers housed separately. 

The Information Security team, who is responsible for providing direction and leadership 

in securing taxpayer information (SCDOR, 2020)2, would be responsible for securing the data 

according to standards, regulations and laws (secure it in-house). Governance, Risk & 

Compliance is responsible for defining operational, administrative, and technical controls to 

comply with standards, regulation, and laws for Information Security to enforce. This group 

                                                      
2 Source derived from the intranet (not publicly available) of South Carolina Department of Revenue. 
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assures the vendors and partners used by the South Carolina Department of Revenue comply 

with the Department's information security requirements, and with requirements established by 

external authorities, such as the IRS, the credit card industry, the state legislature, and the South 

Carolina Department of Information Security (SCDOR, 2020)3. In other words, Governance, 

Risk & Compliance ensures data security whether secured in-house or via a third party. Because 

the South Carolina Department of Revenue does not manage our own phone systems, 

Information Security and Governance, Risk & Compliance will need to take extra steps and work 

with Segra, the current telephone vendor of the South Carolina Department of Revenue, to 

ensure they are managing and protecting the recordings correctly. 

D. Martin (personal interview, January 21, 2020), stated, “There has been a massive 

growth in the complexity and volume of data services. Personal data is now crucial material, and 

its protection and privacy have become important factors enabling acceptance of various services 

such as cloud services.” It is therefore the Privacy Officer’s responsibility to determine what 

information needs to be protected and develop policies and procedures to ensure sensitive 

information shared with the South Carolina Department of Revenue remains private. According 

to D. Martin (personal interview, January 21, 2020), in any discussion about implementing 

privacy controls in any process or technology, there are four key concerns or questions: 

1. What information in the process or service is regulated under data protections laws? 

2. Who is responsible for the personal data in the process or technology? 

3. Whose or what laws apply in a dispute? 

4. Where is the personal data processed and stored? 

 

                                                      
3 Source derived from the intranet (not publicly available) of South Carolina Department of Revenue. 
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Implementation Plan 

As part of their process, the Quality Assurance Team creates a monthly report that 

outlines the total number of observations completed, quality trends, total number of disputes 

received and the disposition of those disputes. If call recording is implemented this report can be 

utilized to evaluate if the project is successful. Call Center Leadership would be able to compare 

the reports on a month-to-month (February 2020 compared to February 2021), as well as yearly 

basis. Immediately, Leadership would be able to determine if call recording is successful in 

increasing the total number of observations completed. Leadership would also be able to create 

training classes based on items identified in the quality trends. Examples of the identified items 

would then be demonstrated through playing the recorded call(s) in which they took place. 

Lastly, Leadership would be able to use the monthly report to determine if call recording 

decreased the number of disputes submitted. 

A few more steps need to be taken before the South Carolina Department of Revenue can 

implement call recording. We would first have to allow Privacy the opportunity to answer the 

four key concerns or questions as shared above. Privacy would also need to make sure our 

footprint is as small as possible. D. Martin (personal interview, January 21, 2020), concluded 

that call recording will result in the South Carolina Department of Revenue having more 

Personally Identifiable Information (PII) being stored. The more PII we retain, the risk of 

potential exposure increases. Additionally, communication and training would need to be had 

with the Call Center Leadership and Quality Assurance Team to understand how to utilize the 

new software. Call Center Leadership and the Quality Assurance Team would need to work 

together to create standard operating procedures as well as informing the Call Center 

representatives of the call recording feature and how it may affect the call observation process. 
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South Carolina Department of Revenue’s current telephone vendor, Segra, has the 

capability to provide call recording. However, there is the potential obstacle that they are not 

able to meet the requirements set forth by Privacy and the IRS regulations. If this proves to be an 

issue there are other companies that we could look into using that work with other State Taxation 

Agencies such as; Verint QM, Calabrio, Cisco Unified Workforce - AQM Recording 

Application, and CXone from NICE inContact. However, this could be another potential obstacle 

if these other companies are not currently on South Carolina State Contract. This would require a 

separate process to secure another vendor. 

 

Summary and Recommendations 

 The South Carolina Department of Revenue’s Call Center is the voice of the agency. 

Approximately 45 representatives answered over 291,000 calls during calendar year 2019. The 

Call Center is tasked with educating, assisting, and providing accurate information to taxpayers 

regarding Business Registration, Individual Income, Sales and Use, Employer Withholding, 

Corporate, Partnership, Fiduciary and MyDORWAY taxes. Representatives are also responsible 

for working failure-to-file correspondence and assisting taxpayers with account sign-up, 

registration, return filings and payments on MyDORWAY. Call Center Leadership is responsible 

for ensuring the representative meet the expectations set forth and that taxpayers receive the 

same information regardless of the representative with whom they speak, thereby improving 

customer service. 

 One way Call Center Leadership can verify all of the representatives are providing the 

same information is with call recording. It is a thought that if a representative knows or thinks 

they are being recorded they will make sure that they provide exceptional customer service and 
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accurate information on every call. Call recording can be used in the training of representatives 

by providing a wide variety of call types to exhibit how a call should and should not be handled. 

It can also be used in one-on-one coaching and evaluations of the representative. Another benefit 

of call recording is that it eliminates the “he said/she said” in both the dispute process and when 

reviewing calls with irate taxpayers. 

 Several State Taxation Agencies currently use call recording and have shown it to be a 

benefit in their agency. It is in my opinion that the South Carolina Department of Revenue 

should also become one of the agencies to utilize call recording. Call recording would not be 

something that is available for the entire agency. It would only be available to those sections that 

can demonstrate and justify a business need. The Agency would assist in securing Personally 

Identifiable Information, State Tax Information, and Federal Tax Information by only enabling 

access to recorded calls to the people who need it. This would be controlled by restricting login 

access to the recorded calls to Supervisors and Management. With the assistance of The Office 

of General Counsel, Information Security, Privacy, and Governance, Risk & Compliance, the 

South Carolina Department of Revenue could implement call recording and ensure we keep 

taxpayer information secure and remain in compliance with requirements established by external 

authorities, such as the IRS, the credit card industry, the state legislature, and the South Carolina 

Department of Information Security. It is also my opinion that in an effort to provide adequate 

and accurate information amongst all levels within the Call Center, call recording would be a 

viable solution to assist in training and in improving customer service. 
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